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摘  要 
 






一个“安全、稳定、有序、高效”的 IT 运维服务模式。 
全文共分三章，主要内容分别为： 
第一章 导言。本章主要阐述信息技术在金融业的重要作用和银行 IT 运维服
务面临的问题。 
第二章 IT 服务管理的国际潮流和国内监管要求。本章主要介绍 IT 服务管理
的基础知识、IT 服务管理流程的 佳实践、国内信息系统运营监管的要求，并
简要介绍了银行 IT 运维服务管理现状及发展趋势。 
第三章 股份制商业银行 IT 运维服务实践。以兴业银行为例，简要介绍了以
信息资产的重要性和信息系统服务的重要性进行信息安全等级划分的必要性和
划分步骤，同时为实现“安全、稳定、有序、高效”的运维目标，设计了一套银
行 IT 日常运维服务流程和突发事件处理流程，提出了 7×24 小时多岗位运维小
组工作模式，并提出了建设运维交换平台、运行监测系统、运维分析系统、运维
信息发布平台实现运维智能化，提高运维服务水平； 后就股份制商业银行如何
实施 IT 运维外包提出了“成熟外包”的外包策略。 
 
 

















By the end of 2006, the domestic finances market has been thoroughly opened to 
foreigners. Under this circumstances, the domestic banks are now facing an 
unprecedented tremendous pressures from its foreign competitors. We believe a 
"secure, stable, orderly and high- efficiency" IT operation service management model  
is the key for domestic commercial banks to improve its service and beat its 
competitors. From the point of IT operation management, this article tries to analyze 
and answer the question: how can the domestic commercial bank build up a "secure, 
stable, orderly and high- efficiency" IT operation service management model. 
This article is divided into three chapters.  
Chapter1.Introduction.This chapter will introduce the important role  that  IT  
plays in Finance Service Industry, and address the challenges that commercial bank 
faces in the field of IT operation service. 
Chapter2.The international trend of IT operation service management and the 
requirement from domestic regulatory community. This chapter introduces the basic 
knowledge of IT operation service management, the best practices  of IT operation 
service management process, the requirement from domestic regulatory community 
regarding IT operation, and gives a brief analyst on the status and trend of banking IT 
operation management. 
Chapter3.The practice of commercial bank’s IT operation service.Taking 
Industrial Bank as the example, this chapter analyzes the following several aspects. 
Firstly it discusses the necessity and steps on how to rank the IT security priorities 
according to the importance of both IT assets and IT service. Secondary, aimed at 
building up a ”Secure, Stable, Ordered, and High- efficiency” IT operation service 
model, it designs the process of both daily IT operation and emergency management, 
and proposes a 7*24 cooperation working model of multi position team. Thirdly, to 
improve the whole operation service quality, it discusses the possibility of building up 
operation exchange platform, operation monitor  system ,operation analyst system 
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of “Mature IT Outsourcing” is raised and discussed on how to realize the IT operation 
outsourcing for commercial banks. 
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第一章  导言 
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幸的是，网络技术和存储技术的发展以及 IT 设备的降价，C/S 和 B/S 体系架构
的信息应用模式应运而生，形成了计算机应用和数据存储分布式存在的局面，高
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